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Problem Statement

How might Croydon 

Council provide better 

digital access for 

Croydon's most 

vulnerable residents?

Individuals who lack the digital skills or confidence, 

access to devices and connectivity to get online are 

isolated and excluded from the benefits of the 

internet.

We want to understand who these people are and 

what they need help with.

Our objective is to help residents get online in order 

to enable them to be more resilient and self-serve to 

meet their needs with the council's online services, 

and more broadly e.g. finding employment or 

accommodation, reducing isolation, accessing 

community support, managing finances and health, 

and more



Get Online workshops



Digital Skills sessions 

in New Addington 





Getting started

• Target audience – we selected the audience from our among our most vulnerable 

residents, living in Sheltered Housing blocks in New Addington

• Appointed a digital inclusion officer to deliver training to residents on a one-to-one 

or in small groups within the community spaces at each block

• Devices – provided by the council. We purchased Chromebooks with touch 

screens as well as a keyboard and mouse so residents to get a flavour of various 

features.  

• Connectivity – initially mobile hotspot, then free Wi-Fi in communal lounges



Resident challenges

• Survey of residents – 81 door to door surveys conducted in the sheltered housing 

blocks to understand resident needs 

• Baseline survey results

• limited access to hardware or affordable connection

• low levels of digital literacy

• lack of trust or confidence

• difficulty in retaining information

• worries about cost and security



Supporting Digitally Excluded Vulnerable Residents During Covid-19

• Face to face sessions paused in March 2020

• Increased isolation and exclusion

• Greater need to help residents get online and use online resources and services during 
lockdown

• All topics that we planned to cover during our physical sessions needed to be delivered 
with greater urgency

• Need to provide support remotely

• The seemingly ideal solution of remote sessions were just not possible due to residents’

• Lack of understanding of digital technology

• Lack of connections

• Lack of devices



The user need during lockdown

• How to get online

• How to connect to the internet

• Accessing information online

• Setting up and using email

• Staying safe online

• Making video calls

• Shopping & banking online



Post-Lockdown 1: A better position

• Laptops, tablets and phones

• Distribution of smart phones from 

ClearCommunityWeb as well as 

recycled Council laptops

• Wi-Fi installed into blocks

• Socially distanced learning

• Focus on video learning in second 

lockdown

• Using Learn My Way and BT

support material

https://www.learnmyway.com/
https://www.bt.com/skillsfortomorrow/?s_cid=con_ppc_maxus_vidZ60_T1&vendorid=Z60&gclid=EAIaIQobChMIwufupOuv7gIVRevtCh23DgfgEAAYASAAEgKotfD_BwE&gclsrc=aw.ds


















Our journey 

•1. What 

does vulnerable mean?

Digital Inclusion Discovery

1. What does vulnerable mean?

2. Stakeholder interviews

3. Confirm key user groups

4. Resident / User interviews

5. Develop Personas & define user needs



Digital Inclusion Discovery

Definition of vulnerable

• Based on the digital inclusion scale developed 

by the Government Digital Service (GDS), we 

agreed to explore the following user groups in 

our research:

• Older people

• People on low income

• Unemployed people

• People in social housing

• People with disabilities

• People with fewer educational qualifications; 

excluded/left school before age 16

• People living in rural areas

• Homeless people

• People where English is not a first language

The Index of Multiple Deprivation 2019, shows that the 

same digitally excluded user groups are also likely to 

fall into the deprivation domain:

● Income

● Employment

● Education, skills and training

● Health deprivation and disability

● Crime

● Barriers to housing and services

● Living environment



Our priority groups

• Over 60's

• People & families on low income (with school aged children accessing 

home schooling)

• Unemployed people

• People in social housing

• People with disabilities

• People where English is not a first language

• Micro businesses & small business owners

Digital Inclusion Discovery



Tony
unemployed, living in 

social housing

I need … improved digital 

skills to 

enhance employment 

chances

Tony 45-54yrs, recently become unemployed, due to COVID. Previously worked as a builder for 

25 years. Lives with wife and 3 kids. White. Uses internet for social media, does online banking. 

Doesn't do online shopping, because doesn’t trust it

Goal

Would like to learn new skills online, but 

doesn't trust online facilities

Motivation

Gain new employment and make better 

use of the internet

Tools and activities

Currently has a smartphone, but 

would like a tablet or laptop to enable him 

to do online courses and carry 

out basic functions on a device 

other than a smartphone

Who they interact with

Friends at the local pubs. Uses Facebook 

and WhatsApp to communicate with 

friends and relatives

Blockers

Uses digital skills to socialise. But would 

like to improve his digital skills 

to enhance their employability options

Frustration

Feeling a bit lost and unfulfilled, as 

has only ever done manual jobs and now 

having to learn new digital skills as a 

mature person



Tony 

User 

Needs

Tony 45-54yrs, recently become unemployed, due to COVID. Previously worked as a builder for 25 years. 

Lives with wife and 3 kids. White. Uses internet for social media, does online banking. Doesn't 

do online shopping, because doesn’t trust it

As a job seeker

I need to build my digital skills

So that I can do online courses

As a job seeker

I need to have access to a laptop or tablet

So that I can access the online job market

As a job seeker

I need to improve my online skills

So that I can enhance my employment 
opportunities



Discovery findings - user research & stakeholder interviews

1. Training & support – skills support would help to increase users’ confidence when using the 

internet

2. Trust - As the issue of trust is as a result of lack of awareness, the provision 

of training should help address residents' fears to enable them gain the trust they need to 

use internet

3. Device availability - identified as one of the key needs through resident user research 

interviews

4. Connectivity/internet access - As the issue of trust is as a result of lack of awareness, 

the provision of training should help address residents' fears to enable them gain the trust 

they need to use internet



Discovery and an approach for the whole borough

We will develop an action plan to deliver Digital Inclusion support for priority vulnerable groups 

focusing on:

• Access to Digital Skills

• Access to Digital Connectivity

• Access to Devices

Next steps:

• Additional research into size of each priority user group and how best to reach them

• Funding sources including external grants and crowdfunding schemes

• Collaboration with key partners 








